Questionmark

PRODUCTS

PARTNERS SERVICES CONNECTORS |

ASE'STUDIES T R e/uV] o)\

et

Questionmark Case Study

Fast Food Chain Maintains Training Excellence

with Online Tests

Background

Maintaining consistency of quality and service
within a chain of fast food restaurants takes
constant vigilance. Restaurant managers need to
understand food preparation processes in
addition to keeping their finances in order and
maintaining high standards of cleanliness and
fast service.

Popeyes Chicken and Biscuits, with 1,504
locations in 41 states, the District of Columbia
and 18 countries, has approached this challenge
by designating some restaurant managers as
certified training managers.

Scenario

The restaurants earn the designation of certified
training restaurant by meeting many criteria
including passing scores on an Operations
Assessment, meeting criteria on the Training
certification checklist, and having a current food
safety certificate. The training managers ensure
that manager trainees get complete training in
food preparation and operations management.

Solution

Popeyes requires all certified training managers
to take an annual Questionmark™ Perception™
test to ensure their knowledge is up to date.
Once manager candidates have completed their
training, they too take the exam.

"We decided to put our restaurant management
test online instead of using pencil and paper,"
explains Popeyes Training Designer Janice Paul.
"This means our managers can access the exam
whenever they like, within a range of dates that
fits in with the annual certification renewal
period. We've had people take the exam at
home, in a library, at the franchise partner's
office, in all sorts of locations!"

"To pass the test, managers need to answer 90
of the 100 questions correctly. If they answer a
question incorrectly, they are given the correct
answer. So the exam is a learning tool as well as
a testing tool.

"If trainees do not pass after two attempts, they
usually continue to work in the restaurant for a
few more weeks before applying to take the test
again. We especially like the idea that the trainee
knows their score immediately. As a corporation
we also like the idea that no one else has access
to this, that the questions can be randomly
presented so that everyone is not taking the
exact same exam."

Results

Paul says one of the greatest advantages of
online testing is the ability to keep the test up to
date easily.

"We can constantly update the training
managers' exam to keep pace with changes in
products and procedures, so it's very cost
effective to run our testing program this way,"
she explains. "We don't have anyone out there
taking an old test!”

Another advantage of online testing: instant
notification.

"We love it, because we know immediately if
someone has taken the test. The training
manager doesn't have to copy the test, have the
candidate fill it in, then mail it back to us. We
can just access the test results online. We don't
have to dig through the mail any longer."
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